CheckUp by Lehigh Valley Health Network
     Service  
Excellence
 Meet the award recipients, page 8
2014
O C T O B E R
A PASSION FOR BET TER MEDICINE
Focus on PRIDE
2   LEHIGH VALLEY HEALTH NETWORK





Have you ever been to our Star Celebration gala? 
If you haven’t had the opportunity, you will one day. If you 
attended before, I’m sure you agree with me that it’s one of 
our health network’s greatest events.
Held each September, it recognizes the indispensable 
role colleagues play in carrying out our mission to heal, 
comfort and care. That mission starts with strategy, 
planning and infrastructure, and it ends with a healthier 
community. Whatever part you play along the way, you can 
be sure it’s important. Star Celebration is a chance to thank you for 
your dedication and commitment to excellence. 
Two types of success are celebrated at this event. One is longevity, 
as we present pins to colleagues who’ve been with LVHN for 
milestones that start with 10 years and, in some cases, reach 50 years 
or more. Colleagues celebrating the larger milestones are called up to 
the stage as their biographies are read. It’s always touching to see the 
pride on their faces when their stories end, and they are serenaded 
with thunderous applause. 
Service Excellence Awards are the other way we celebrate success 
at the gala. These awards are given annually to individuals and teams 
that exemplify our mission through their extraordinary efforts. 
Several of the awards recognize workplace efficiency. Others are for 
compassionate care and service to the community. Read this story to 
learn more about this year’s award recipients. 
Formal events like Star Celebration highlight the importance 
of people. There are plenty of informal reminders too, particularly 
when colleagues face personal challenges. I’m always moved when 
I see people donating PTO to colleagues who have exhausted their 
own supply due to an unexpected illness or family crisis. It’s also 
heartwarming to see people host a bake sale or other fundraiser to 
support a colleague in need. Lehigh Valley Hospital–Muhlenberg OR 
caregiver Rachel Pierce, RN, is a perfect example.
Rachel made scrub caps and sold them to colleagues to raise 
money for OR evening charge nurse Winnifred Walker, RN, when 
Winnie was receiving care for cancer. The team surprised Winnie by 
wearing the caps to work one day. In addition to providing financial 
support, the team’s gesture demonstrated they were standing side-by-
side with Winnie. I can only imagine how comforted she must have 
felt. Moments like this remind us that we’re more than colleagues at 
LVHN. We’re a team that sticks together through thick and thin.
Side by Side
Our team sticks together through  
triumphs and challenges
LOOK FOR THESE ICONS. THEY 
IDENTIFY STORIES THAT EXPLAIN 
HOW WE’RE WORKING TO ACHIEVE 
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“From what we’ve seen, it is one of the best 
kept secrets in the school district.”
The three hospitals divide up the 22 
schools in the district. Sacred Heart and St. 
Luke’s send caregivers directly to schools. 
St. Luke’s also uses a mobile van for various 
health care needs in the district. Children’s 
Hospital at Lehigh Valley Hospital offers 
health care services to the district four days 
a week – two at the clinic and at schools on 
an as-need basis, particularly for student 
physicals and immunizations.
Health care services provided at the 
clinic are similar to those provided by pri-
mary care physicians. Allen works closely 
with school nurses around the district. The 
clinic has the capability to provide services 
via telehealth technology to four district 
elementary schools – Cleveland, McKinley, 
Mosser and Ramos. The program uses in-
teractive video, electronic stethoscopes and 
a video scope system (for ears and throats) 
that allow school nurses to present cases to 
Allen at Central Elementary or to a Lehigh 
Valley Health Network physician. 
The clinic also participates in district 
healthy child initiatives. Allen provides 
developmental screenings and contributes 
to the Children’s Hospital at Lehigh Valley 
Hospital “Well on Their Way” initiative 
against childhood obesity.
Allen believes the clinic could be doing 
much more for many people in the Allen-
town area.
“We feel our clinic is being underuti-
lized by a population that we think has 
a great need for a service such as ours,” 
Allen says. “This is a wonderful resource 
for parents in the district. The more people 
take advantage of it, the more often we’d be 
available to them.”
Nearly 17,400 – that’s how many chil-
dren were enrolled in the Allentown 
School District’s 22 schools last year. 
Children’s Hospital at Lehigh Valley 
Hospital shares responsibility with St. 
Luke’s University Hospital and Sacred 
Heart Hospital for the health care needs 
of the district’s students. Actually, we’re 
talking closer to 20,000 children as services 
also are available to those not of school age.
Now consider this: Children who live 
in the Allentown School District don’t 
need health insurance to receive health 
care under this three-hospital agreement. 
So you might assume a service such as our 
Children’s Clinic at Central Elementary 
School would be extremely busy, but that’s 
not the case.  
“This clinic has been here for about 20 
years, and I’ve been working here for five 
years,” says Debbie Allen, CRNP, who 
works at the clinic with a two-person staff. 
In-School Care 
Help spread the word about the  




Debbie Allen, CRNP, goes into the community to care for children.
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If you want Choice Plus medical, dental, 
vision or flexible spending account 
(FSA) benefits coverage in 2015, you 
must enroll during Open Enrollment in 
Lawson. Open Enrollment will be held 
Oct. 10-31, 2014. 
You’ll receive an Open Enrollment 
packet at your home address the week of 
Sept. 15. (If you don’t get one by Sept. 30, 
please call 484-884-3199.) This packet will 
outline important information related to 
your 2015 benefits along with other key 
plan changes. Please review the informa-
tion carefully before you enroll in benefits.
EDUCATION MEETINGS
To learn more about your 2015 benefits, 
attend an Open Enrollment education 
meeting. They will be live in the LVH–CC 
auditorium and broadcast to LVH-M, 
LVH–17, LVHN–Mack and HNL. Videos 
of the meeting will be posted on Mission 
Central and the HR intranet site.
- Wednesday, Oct. 8: 2 p.m.
- Thursday, Oct. 9: 7:30 a.m.
BETTER
HEALTH
Your October ‘To-Do List’
Enroll in Your 2015 Benefits:  
Oct. 10-31, 2014
DROP-IN HELP SESSIONS
Attend a drop-in help session for assistance 
with your benefit enrollment in Lawson. 
LVH-CC computer lab 1
 Tuesday, Oct. 14: noon-4 p.m.
 Thursday, Oct. 16: 7-11 a.m.
 Thursday, Oct. 23: 3-7 p.m.
 Tuesday, Oct. 28: 7-11 a.m.
LVH-M I/S training room
 Wednesday, Oct. 22: noon-4 p.m.
 Wednesday, Oct. 29: 7-11 a.m.
LVH-17 auditorium
 Monday, Oct. 13: noon-4 p.m.
 Tuesday, Oct. 21: 7-11 a.m.
LVHN-Mack LVPG training room (second floor)
 Friday, Oct. 24: 7-11 a.m.
 Thursday, Oct. 30: noon-4 p.m.
Health Network Laboratories, 2024 
Lehigh St., classroom 1
 Wednesday, Oct. 15: 3-5 p.m.
 Tuesday, Oct. 21: 6:30-8:30 a.m.
 Tuesday, Oct. 28: 6-8 p.m.
 Thursday, Oct. 30: 10 a.m.-2 p.m.
– Kyle Hardner
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When it comes to our preparation for 
the upcoming flu season, some things 
stay the same. “Receiving a flu shot re-
mains the best way to protect yourself, your 
patients and your family members from 
the flu,” says Carol Guanowsky, director of 
employee health services. Like last year, all 
colleagues who have patient contact must 
get a flu shot by Dec. 1, unless an approved 
medical or religious exemption is granted 
by employee health services. 
BUT SOME THINGS ARE DIFFERENT:  
 You will not get your flu shot at a Col-
league Forum because only one forum was 
held. Instead, you can get vaccinated at 
any of several flu shot clinics scheduled at 
LVH–CC, LVH–M, LVH–17, LVHN–
Mack and LVHN–One City Center. See 
the schedule. When clinics aren’t being 
held, vaccinations will be provided during 
walk-in hours at employee health ser-
vices offices at LVH–CC and LVH–M. 
See walk-in hours. Vaccinations also are 
available in departments with approved 
peer vaccinators. Colleagues vaccinated 




Fanfare for  
Flu Shots  
We gained statewide recognition 
for our annual community flu 
shot clinics. The Pennsylvania 
Immunization Coalition (PIC) 
presented our health network with 
its Community Impact Award, which 
annually honors “immunization 
champions” from around the 
commonwealth. “This is the first 
time we received an award from 
PIC, ”says infection control and 
prevention director Terry Burger, 
RN (center), shown with infection 
control and prevention manager 
Deb Fry (right) and PIC chair of the 
board of directors Susan Wenrick. 
“It’s wonderful to be honored for 
our commitment to fighting the flu 
in the Lehigh Valley each year. This 
award goes out to everyone who 
volunteers their time and effort at our 
clinics.” This year’s flu shot clinics 
will be held Nov. 8 at Dorney Park 
and Nov. 9 at Coca-Cola Park. 
The free shots will be distributed 9 
a.m. to 3 p.m. both days. Please 
encourage friends, families and 
relatives to get vaccinated.
Get Your Flu Shot 
 Body mass index (BMI) and blood 
pressure screenings will be provided on a 
voluntary basis at all flu shot clinics. Par-
ticipation is strongly encouraged because 
knowing your numbers is the first step to 
managing or preventing certain health con-
ditions. It’s so important, it’s linked to our 
better health goal and Shared Success Plan 
(SSP) bonus. Our goal is for 60 percent of 
colleagues to know their numbers.
 All documentation of consent, medical 
screening and administration of the vaccine 
will be done electronically, not on paper.
 This year’s vaccine is a quadrivalent vac-
cine, meaning it protects against four (two 
type-A and two type-B) flu virus strains. 
Previously, the vaccine protected against 
three virus strains (trivalent). The quad-
rivalent vaccine can be administered as a 
nasal spray to colleagues through age 49. A 
high-dose trivalent vaccine will be available 
for colleagues 65 and older. For colleagues 
ages 18 to 49 with a severe egg allergy, a 
trivalent egg-free vaccine will be available. 
Also available for colleagues ages 18 to 64 
is a vaccine that is injected into the skin 
with a smaller needle.  
– Ted Williams
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How we’re helping patients understand health 
information and follow instructions     
Taking Aim at  
Health Literacy 
Teachers know learning styles vary 
from person to person. When informa-
tion isn’t understood, educators adapt their 
teaching style to fit the student. Colleagues 
are doing that too, thanks to a health 
network initiative endorsed by our Health 
Literacy Task Force, a multidisciplinary 
team of colleagues passionate about patient 
quality and satisfaction. 
When nursing colleagues conducted a 
pilot program to see how well patients un-
derstood discharge instructions, they were 
amazed at how quickly patients forgot what 
they had just learned. Since implementing 
Teach-Back, patients now have a better 
understanding of their medical conditions, 
medications and self-care regimens. 
In 1998, the American Medical Associa-
tion (AMA) recognized health literacy as an 
important issue after finding 80 percent of 
medical errors are caused by communica-
tion breakdown. The AMA defines health 
literacy as the ability to obtain, process and 
understand basic health information and 
follow instructions for treatment. Health 
literacy is a concern for many reasons. For 
starters, people with low health literacy 
have health care expenses four times greater 
than the rest of the population. Their care 
also costs the system billions of dollars 
annually in unnecessary doctor visits and 
hospital stays. 
“Engaging patients in their treatment 
plan helps improve self-management,” says 
family medicine physician Mark Wendling, 
MD. “To engage them we need to com-
municate health information in a way 
that is easily digestible so they can actively 
participate in managing their health.” 
Teach-Back simplifies and standardizes 
the way we provide health information. 
Nurses, dietitians, pharmacists and other 
colleagues educate patients, then ask them 
to repeat information back. The technique 
provides immediate feedback to discern 
whether the information needs to be pre-
sented in a new way. 
“Our nurses were amazed at how quickly 
patients forgot health information,” says 
Kay Rauchfuss, RN, administrator, clinical 
services. “Teach-Back gives us immediate 
feedback to see how well information is 
understood.”
Task force recommendations are designed 
to make health care less complex. Complicated 
medical jargon is being replaced by simpler 
language. Graphics are being used to aid visual 
learners, and printed instructions ensure 
patients won’t forget what they have learned 




Send your suggestions to improve 
health literacy to task force co-chair 
Cathy Coyne, PhD. 
A web-based patient engagement tool 
called Emmi Solutions allows patients to 
learn about medical conditions through 
videos and short Q&As. 
“The program is very successful,” 
Rauchfuss says. “Our results show patients 
with heart failure retain 97 to 100 percent 
of what they learned within 48 hours of 
discharge. Patients who understand their 
condition are more likely to comply with 
treatment at home.”
Identifying people with low health 
literacy isn’t always easy. Some patients 
won’t ask questions due to fear or shame, 
and health literacy doesn’t necessarily cor-
relate with education or socio-economic 
status. “PhDs can have low health literacy 
just like people with limited education or 
non-native speakers,” Wendling says. “It’s 
important to approach the issue without 
bias and stigma.”
IMPROVED SATISFACTION
Surveys show patient satisfaction rises with 
engagement, which has a direct impact 
on self-management. “We need to engage 
patients in a way that’s most relevant to 
them,” Wendling says. “Baby boomers 
show different learning preferences than 
Generation Y patients. We also have to be 
sensitive to issues of ethnicity, culture and 
other demographics.”
Our goal is to provide excellent health 
care. In the future, reimbursements will be 
tied to patient and family engagement and 
satisfaction. That can be as simple as asking 
people if they need help completing their 
medical forms, posting the names of at-
tending physicians and nurses in a patient’s 
room, providing patients and families easy-
to-read print materials with instructive 
graphics, or color-coding hospital depart-
ments and hallways so patients can easily 
find their way. “The task force encour-
ages colleagues to adopt these strategies,” 
Wendling says. “It’s made an impact.”
– Sheila Caballero
Vandana Sharma, RN,  
          conducts Teach-Back with  
      Harriet Hildeheidel of Emmaus  
           on the progressive coronary care unit.
Our Shining 
Stars
Meet our 2014 Service Excellence Award recipients
They are role models, exemplify our PRIDE behaviors and were honored 
at the annual Lehigh Valley Health Network (LVHN) Star Celebration gala. 
They’re our 2014 Service Excellence Award recipients. See how they’re helping us 
achieve The Triple Aim – better health, better care and better costs.  
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COMMUNITY SERVICE AWARD
Emily Mari, infusion services, 
LVH–Muhlenberg 
During her 23-year LVHN career, Mari 
has devoted countless hours supporting 
patients with cancer. She helped orga-
nize numerous events that benefited our 
David Prager Patient Assistance Fund, 
which helps patients with cancer afford 
items such as rent, car insurance and 
groceries. Mari also supports Relay for 
Life and organized a Zumbathon that 
raised $2,000 for patients battling cancer. 
She realizes how her work within our 
health network benefits the community. 
It’s why she championed many projects 
to improve the patient experience and 
workflow, and was one of the first 
colleagues on her team to receive 
LEAN certification.  
GULDIN AWARD FOR EFFICIENCY IN 
THE CLINICAL WORKPLACE 
Perioperative services, 
LVH–Muhlenberg
Colleagues in the perioperative units 
prove you can give patients and families 
a better experience by working together 
and more efficiently. Collaborating with 
colleagues from organizational effec-
tiveness, they eliminated pre-surgery 
inefficiencies and achieved tremendous 
results. Now, most ambulatory patients 
no longer go to the holding room preop-
eratively, reducing the need for patient 
hand-offs and giving patients up to 45 
minutes more with family. The day’s first 
surgery is starting on time 87 percent 
of the time, which keeps the team on 
schedule the rest of the day. At their 
daily huddle, team members discuss their 
goals and share ideas to provide the safest 
possible care. The team is celebrating 
more than 300 days of quality without a 
serious event.                                                                                                   
GULDIN AWARD FOR EFFICIENCY IN 
THE NONCLINICAL WORKPLACE
Michael Miller, revenue cycle systems 
Miller took insurance eligibility verifi-
cation to a new level. He worked two 
years to develop Passport’s Registration 
Quality Assurance (RQA), a web-based 
tool that identifies registration inaccura-
cies early and allows colleagues to correct 
demographic and insurance discrepancies 
quickly. Instead of colleagues having to 
manually find discrepancies in Passport’s 
standard eligibility responses, RQA finds 
it for them and alerts them if there is an 
issue. RQA improves demographic and 
insurance data accuracy; increases patient 
satisfaction because fewer bills are sent; 
decreases insurance denials, accounts re-
ceivable, bad debt and corrections billers 
must make to submit insurance claims; 
finds process flaws and more. Depart-
ments that started using RQA in April 
saw their error resolve rate improve from 
42 percent to 87 percent.  
10   LEHIGH VALLEY HEALTH NETWORK
Regardless of your role, providing health care can be stressful. 
These days we’re working harder than ever to meet the challenges of health 
care reform, so there’s even more stress. Here’s a simple way to fight back: 
Inject some lighthearted cheer into your workplace.
“Research shows laughing and being silly releases endorphins, which are 
natural pain and stress fighters,” says Oliver Neith, director of our health 
network’s Employee Assistance Program (EAP). “Even if it’s just for a mo-
ment or two, the effects can be powerful and long-lasting.”
Whether it’s an organized team activity, spontaneously sharing a joke 
or just laughing at yourself, a little levity goes a long way. Here are three 
examples of colleagues who make their workplace fun. (See more examples 
on Mission Central.) 
GULDIN AWARD FOR EFFICIENCY IN 
THE PHYSICIAN PRACTICE
Transplant SPPI team 
The billing and recording of services pro-
vided in our Transplant Center has been 
time-consuming for its financial counselor 
In 2012, colleagues from the center, 
finance, patient accounting, Populyt-
ics and the HLA lab began a journey to 
discover efficiencies that would decrease 
the counselor’s administrative workload 
and increase time spent helping patients. 
They developed patient identification 
cards to ensure proper information is 
entered when patients register with a 
provider. They automated processes that 
determine patient eligibility and create 
reports. The manual entry of data into 
15 different spreadsheets was reduced 
to seven. Work continues to make data 
entry fully automated. They identified an 
additional $370,000 in charges for which 
we can be reimbursed by Medicare. Plus, 
the financial counselor now spends the 
majority of her time helping patients.        
MOST CREATIVE REWARD AND 
RECOGNITION AWARD 
Radiation oncology 
Every year, new members join radia-
tion oncology’s Reward and Recognition 
(R&R) Committee. They have so much 
fun, colleag es who aren’t on t  team 
h ve reason to be a little jealous. Creating 
un is part of the co mitte ’s job. 
This year, they held ve ts in which 
colleagues ce ebrated  posit ve employee 
survey over breakfast, made their own 
trail ix, enjoyed a hot coco  bar and 
played games a  a summer picnic. The 
fun continued with pumpkin carving, 
b by photo, wreath decorating and candy 
guessing cont ts. Money raised from 
raffles during these events is used to sup-
port the pediatric program in radiation 
oncology and families in need during the 
holidays. R&R activities are a great way 
for the radiation oncology team to cel-
ebrate accomplishments and enjoy each 
other’s company.        
PHYSICIAN SERVICE STAR AWARD
Sarah Nicklin, MD, hospice 
Nicklin is driven to make each precious 
moment count for patients and families 
on the inpatient hospice unit. You’ll find 
her on the unit (sometimes until 3 a.m.) 
providing compassionate, thorough, 
empathetic end-of-life care. Here are ex-
amples. S e arranged a birthday party for 
a patient who had no family to visit her. 
She drew a p ture for a patient’s grand-
children to explain how the device in 
their grandfather’s nose was comfortably 
controlling his nosebleeds. For a patient 
who felt unsafe around her husband but 
still wanted to see him, Nicklin made 
arrangements for her to have supervised 
visits with security present. She helped 
implement conferences held within 48 
hours of each patient’s arrival to iden-
tify what’s important to the patient and 
family and develop a plan to obtain their 
goals, which have ranged from a simple 
visit from the family dog to a request to 
get married.        
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SUPER CELEBRATION
The finance department has a “fun com-
mittee” that organizes games and activities 
throughout the year. The department’s 
financial analysis team, nicknamed “FAT” 
for short, recently dialed up the fun to 
celebrate the birthday of manager Dave 
Freedman. It was the team’s way of honoring 
his near legendary commitment to exercise 
and healthy eating. Here’s how Freedman 
recalls that memorable day: 
“When I came in that morning, I found 
my workspace decorated with a Superman 
theme, except they called it ‘Super Dave.’ 
There was a gigantic cardboard phone 
booth and a cape with a big ‘D’ instead of 
a big ‘S.’ It was really cool. Janie Barnyak 
(left) wrote a SuperDave song, which Carin 
Hoch (right) sang while Superman music 
played in the background. The team asked 
me to run and leap like Superman during 
Carin’s performance, which I agreed to do. 
It was hilarious and a very special day I will 
always remember.”
HOLIDAY HIJINKS
Fun is serious business at ABC Family 
Pediatricians in Trexlertown, where the 
team keeps the mood light to boost morale 
and help patients relax. (L-r) Stacey 
Divers, LPN, Lisa Fort, Cass Ahner and 
their colleagues often dress up and hold 
contests around special days like Halloween 
and Valentine’s Day. According to associ-
ate practice director Doris Vasko, the last 
two weeks in December were especially 
entertaining:
“We had a different theme each day, 
such as ‘Crazy Hat Day,’ ‘Crazy Sock Day,’ 
‘Crazy Sweater Day’ and ‘Favorite Sports 
Team Day.’ On ‘Polar Express Day’ we 
came to work in our pajamas to mimic the 
main characters from the book and movie. 
Our staff came up with all the ideas, and 
both clerical and clinical colleagues par-
ticipated. To make those two weeks extra 
festive, we held a staff gingerbread house 
contest and asked patients to vote for their 
favorites. The top three won prizes, and 
one lucky patient also won a prize. We all 
had a blast, including our patients.”  
– Gerard Migliore
TELE-ELF
Leave it to our award-winning telehealth 
services team to turn technology into 
fun. Three years ago, the team acquired a 
stuffed holiday elf equipped with a voice 
recorder. They began leaving goofy mes-
sages for each other, and soon a tradition 
was born. Now the elf makes impromptu 
appearances throughout the year. Clinical 
coordinator Lori Yesenofski, RN (right, 
shown with Sharon Kromer, RN), reflects 
on this unique communication tool:
“You might not see the elf for weeks, 
then walk up to your desk and find him 
sitting there. You can’t wait to hear what 
he has to say. We all participate, includ-
ing our boss, Joe Tracy, who likes to quote 
movie lines or imitate famous comedians. 
Because it comes out with an ‘elfin’ accent, 
a funny message sounds even more comi-
cal. Recording a message only takes a few 
seconds, but the laughs really help us get 
through the day.”      
WALKING ON WATER AWARD
Brett Feldman, PA-C 
Hospital medicine 
F ldman is passionate about caring for 
our ommunity’s u derserved. The physi-
cian assistant organized a free, weekly
medical c nic that serves residents and
clients at Safe Harbor Easton, an emer-
gency and transitional shelter. About 70 
of the 100 people who come each day 
hav  no medical care whatso ver. Now 
Feldman is among a team of caregivers 
pr viding Street Medicine. Carrying a 
backpack fill d with basic medica  sup-
plies, he provides care to homeless people 
in alleys and under bridges. A homeless 
person who comes to the ER or is admi ted 
can request the service. A member of 
the Street Medicine team meet with the 
patient and begins o build a relationship 
and establish trust. The Street Medicin  
program ha  reduced length of stay and 
readmission rates in this group of patients.   
MARK J. YOUNG, MD, SERVICE 
EXCELLENCE AWARD
Debbie Salas-Lopez, MD 
Department of medicine
Salas-Lopez not only considers a patient’s 
symptoms and cultural background, 
but also the social factors that m y have 
contributed to his or her condition. Under 
her leadership, her department spearheaded 
mmunity projects for uninsured nd 
vulnerable populations. These include sup-
port of All ntown’s Ad pt an Apartment 
pr gram for area hom less, sustaining a
monthly health clinic at the Sixth Street 
Shelter, championing our Stre t Medicine 
progr m and providing health education 
for patients with diabetes and ob sity. 
Salas-Lopez also worked to nhance access 
to our cancer services. Her efforts resulted 
in a 200-percent increas in the umber of 
minorities partici at ng in clin cal tri ls, 
more than 200 patients receiving colonos-
copies following community outreach 
efforts, and more than 2,500 women
receiving m mmograms and Pap tes s 
ollowing culturally and li gu stically 
appropriate educ ti n.      
SERVICE STAR OF THE YEAR AWARD
Brooke Deisher, RN 
Transitional trauma unit
When  patient’s wife made the difficult 
decision to withdraw life support for h r 
husband, Deisher comforted her. The 
woman – who walks with a c ne following 
a stroke – was coping with many problems. 
Sh  lives with and cares for her daughter 
(who h s mental disabilities), her son 
and wife (who also suffers from mental 
illness), and their thr e children. The 
woman told Deisher her electricity had 
been tur ed off. Deisher called the power 
company, explained he situation and got 
power restored. Deish r also lea ned the 
woman’s other son w s to arrive at the 
airport later that n ght. To ensure the son 
rr ved in time to say goodby  to his 
father, Deisher arrang d to have a 
security colleague pick him up.   
– Rick Martuscelli
Celebrating Colleagues Stories by Sheila Caballero, Jenn Fisher, Gerard Migliore and Ted Williams
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Kristy Arthofer and her family enjoy auto racing, so when 
she took the wheel as the Epic credentialed trainer pro-
gram’s new manager, she was ready to roll. “I was practice 
director of Muhlenberg Primary Care at Bethlehem Township,” she 
says. “That perspective helps me because I understand workflows 
from a practice viewpoint.” A team of full-time credentialed trainers 
will report to her and handle all training for super users and end 
users. First up: training to prepare for Wave 1 go-live in ambula-
tory settings. “I know how important it is to have the right training, 
so I’ll work hard to ensure education is delivered in a way the end 
user embraces,” Arthofer says. “The ultimate goal is to further the 
patient experience, and with Epic it’s going to be spectacular.”
HEALTHY 
EXPECTATIONS 
Karen Haley had a year marked by ups 
and downs, and yet it all went according 
to plan. Her daughter, Camille, was born in 
April. While pregnant, Haley joined Healthy 
Expectations, a free prenatal nutrition and 
fitness program of OB/GYN of the Lehigh 
Valley and Carbon County and College Heights 
OBGYN Associates. The program provides 
education and encouragement to help 
expectant moms stay within healthy weight-
gain guidelines based on body mass index. 
“A registered dietitian provided support and 
helped with goal setting,” says Haley, a health 
information operations colleague. “Tracking my 
foods through a diary and staying active kept 
my weight gain within a healthy range. Those 
strategies helped me lose the weight too.” 
Taking the Wheel
Visit Mission Central for more  
stories celebrating colleagues.
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Quiet 
Celebration 
Creating “quiet” within a hospital  
is challenging. Colleagues on the  
7A/neuroscience unit dramatically im-
proved their “quiet night” HCAHPS (Hos-
pital Consumer Assessment of Healthcare 
Providers and Systems) scores as part of 
a network-wide challenge. “Prior surveys 
found only 37 percent of 7A patients said 
it was ‘always’ quiet,” says E.J. Rovella (left), HCAHPS program 
manager. “After implementing ‘quiet night’ initiatives, the score 
jumped to just under 82 percent – a 119-percent increase.”
Several tactics helped. “We offer headphones or earbuds for 
television viewing, and earplugs to help patients sleep,” says 
Holly Tavianini, RN, 7A director of patient care services. “We en-
courage use of the CARE channel (which provides visual imagery 
with relaxing music), remind visitors to use quiet voices, and our 
night-shift ‘noise champion’ helps promote quiet initiatives.” 
To celebrate, 7A colleagues (right) enjoyed a pancake break-
fast prepared by Rovella, Kim Hitchings, RN, manager, Center 
for Professional Excellence, and Anne Panik, RN, senior vice 
president, patient care services.
Lehigh Valley Hospital’s (LVH) 
Comprehensive Stroke Center is 
the first in the United States to 
attain recertification from The Joint 
Commission (TJC). Reviewers 
from TJC completed a two-day 
recertification survey in August with no 
requirements for improvement. This 
advanced disease-specific certification 
recognizes the significant resources 
in staff and advanced training that 
comprehensive stroke centers must 
have to treat complex stroke patients. 
LVH has the only comprehensive 
stroke center in the Lehigh Valley area 
and ranks among the highest volume 
stroke centers in Pennsylvania, with 
more than 25 percent of patients being 
transferred here from other health 
facilities because of our advanced  
care capabilities.
Lehigh Valley Hospital–Muhlenberg operating room (OR) 
caregiver Rachel Pierce, RN, lost her mother to cancer in 2012. 
During her mother’s illness, support from others meant a great deal 
to her family. That’s why Pierce took action when OR evening charge 
nurse Winnifred Walker, RN, required cancer care. Using white fabric 
with multicolored ribbons representing different cancers, Pierce made 
scrub caps and sold them to colleagues. Caps prevent hair from 
interfering with surgical procedures. The team surprised Walker (front 
row) by wearing the caps and presenting her with the proceeds.  
“I wanted to show Winnie the OR staff was behind her,” Pierce says. 
Judging by Walker’s tearful response, the message was received loud 
and clear.  
RECERTIFIED AS A 
COMPREHENSIVE 
STROKE CENTER
Caps for Their Colleague
Service Star of the Month
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THINGS TO REMEMBER WHEN 
NOMINATING A SERVICE STAR:
 Choose a colleague or a team  
of colleagues.
 Tell a story. Specifically explain 
how the colleague or team did 
something extra special.
 All colleagues and teams can  
be nominated. You don’t have to 
provide direct patient care to be  
a Service Star.  
Josephine Ritz, RN 
Development 
The legacy of Josephine Ritz, RN, 
spans 65 years. Over that time, the tireless 
educator, mentor and fundraiser has made a 
mark on countless lives.
Ritz was an educator for 27 years at 
The Allentown Hospital School of Nursing. 
During that time she taught more than 
nursing skills. She also modeled how to be 
a compassionate professional. More than 
2,500 students passed through her class-
room and into professional careers that 
touched millions of lives in the Lehigh 
Valley and beyond. 
While she is most respected for training 
skilled professionals, she is beloved for her 
caring heart and generous spirit. One former 
student expressed the support, encourage-
ment and kindness Ritz showed her during 
a trying time in her life with the words: “I 
want to thank Mrs. Ritz for her help in my 
time of need. In my senior year of nursing 
school I found myself homeless and penni-
less after leaving a home life full of tur-
moil….You have no idea how your help has 
impacted my life.” That student went on 
to a successful career in nursing, earned her 
MSN and now works in nurse informatics. 
A steadfast champion of nursing educa-
tion, Ritz’s impact is wide-reaching. After 
attempting to retire in 1989, her knowledge 
and skills were tapped days later for a new 
position in philanthropy. Her work there is 
still evident today in the Friends of Nursing 
(FON) program and gala. Now when asked 
if she’ll ever stop working, Ritz says, “It’s too 
late to retire.” 
Today, at age 88, her passion and energy 
haven’t waned. Because of her extraordinary 
commitment and dedication to personal 
relationships, she’s raised more than $25 
million in gifts to help elevate LVHN to 
Magnet® status. And her work continues. 
Nominators Pat White, Lise Twiford and 
Mary Ellen Herzog say, “Ritz has a passion 
for better nursing and is motivated by her 
motto: Nursing needs money. Scores of 
personal notes and donations in her honor 
bear this legacy out. It’s clear that former 
students, physicians and colleagues are 
motivated by her example and grateful for 
her contributions all these years.” As one 
admirer expressed, “She’s a gem.”
NEXT STEPS
  Nominate a Service Star
  Congratulate these nominees:
•  Darlene Rompilla – pediatric 
intensive care unit
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W E L L N E S S  R O L E  M O D E L
Karen Furry
Karen Furry’s decision to have weight-loss surgery came down to 
one truth: “I felt limited by my weight,” she says. Furry, a technical 
partner in Lehigh Valley Hospital–Cedar Crest’s emergency depart-
ment, also was dealing with hypertension, diabetes and arthritis.  
“I didn’t want to just ‘live,’ I wanted to live a healthy life,” she says. 
Furry, 46, had gastric sleeve surgery in 2012 and has lost more 
than 80 pounds. “I’m now satisfied on much smaller amounts of 
food and never feel deprived,” she says. “I actually think my sense 
of taste is enhanced since the surgery,” says Furry, who now 
walks, bikes and does yoga. “You have a healthy person inside who 
is dying to get out. If dieting hasn’t worked, weight-loss surgery 
could help you become that healthy person.”
– Jenn Fisher
Schedule
Preparing for Childbirth  
(six-week series) 
Oct. 1, 8, 15, 22 and 29




Maternity Tour  
Oct. 5, 8, 13, 19 and 27
Free!
Sibling Tour  
Oct. 5, 19 and 27
Monday Morning Moms 
Oct. 6, 13, 20 and 27 
Free!
Postpartum Support  
Oct. 6 and 16
Free!
Breast-feeding Baby 
Oct. 7 and 23
CPR Family  and Friends 
Oct. 9
Free!
Car Seat Check Event  
Oct. 9 and 27
Preparing for Childbirth 
( Friday/Saturday class) 
Oct. 10 and 11
Preparing for Baby 
Oct. 18 
Preparing for Childbirth  
(Saturday/Sunday class) 
Oct. 25 and 26




LVHN Fitness Group Classes
Being an LVHN Fitness member allows  
you to partake in a variety of classes.  
Call 610-402-CARE for more information.  
Get a list of class locations and 
descriptions.
Get a list of Culture of Wellness  
classes and programs. 
Call 610-402-CARE for details or to register.
